FROM THE AMERICAN PEOPLE

Palestinian Authority Capacity
Enhancement Project

Quarterly Report: Year 4, Quarter 4
Annual Report: Fiscal Year 2012




Palestinian Authority Capacity
Enhancement Project

Quarterly Report: July 1, 2012 through September
30, 2012

Annual Report: October 1, 2011 through
September 30, 2012

SUBMITTED BY CHEMONICS INTERNATIONAL
October 15, 2012

Contract No. DFD-I-06-05-00219-00
PACE No. FO-D-2012-037

DISCLAIMER

This report is made possible by the support of the American People through the United States Agency for
International Development (USAID.) The contents of this report are the sole responsibility of Chemonics
International, Inc. and do not necessarily reflect the views of USAID or the United States Government.



Contents

FAXol o] 01V 0 0 L TSP PP POPRPPPPTN
EXECUTIVE SUMIMAIY ittt e e e et et e e et et e e e ee e e et e e e e e e s e e e et e e e et eeeaeaeeeeeaeeeeeeeeeaeneeeeeeeaenenens 1
1.0 Quarterly and AnNUal HighlgtS.......coocuiiiiieee et e e e e e e e eanes 2
2.0 Challenges aNd RESPONSES ..ccccuvveeeieiiieeeeiieeeeectteeeeitteeeeeiereeeeeittaeeesesteeeeesstaseesassseeesassseeesnsssneesassneenan 4
3.0 Citizen Service FaCility UPrades ....cccuviie ittt ettt e e e vee e s e ttae e e e ata e e s e ataeesennbaeesenneeas 5
4.0 Ministry and AgeNCY INTEIVENTIONS ........oiiiiiiee ettt e tee e e et e e e e ebre e e e eabeee s enbeeesennreeas 7
4.1 Ministry of TranSPOrtatioN ......ccicciiii i e et e e e sara e e e esabaeeesnabaeeessnreeeean 7
4.2 Ministry of Telecommunication and Information Technology .......ccceccuveveviiiiieciiieececeee e, 8
4.3 Ministry of Interior, Civil Affairs DIr€CtOrate .......c.ceeeecieeieeiee e e 10
4.4 Ministry of Public Works and HOUSING ......cccuuiiiiiiiiec ettt vee et e e e e e 12
4.5 MiNISEry OF FINANCE coooueiieie ettt et e e st e e et e e e e ate e e e e ate e e s enabaeesensbaeeeennseeeeennsenas 14
4.6 General Personnel COUNCIl.......ooiuiiiiiiiii ettt e ee e s abe e e e s e e e e e nareeas 15
oy A o 1T={ =T o [0 o Lol - | I oYU o Yo | SRR 15
4.8 Ministry of Higher EQUCAtION ........uviiiiiiiiecce ettt see e e bee e e aree e e s 16
5.0 Medium-term Capacity Building: Centers of EXCElIENCE.......ccovcvieiiiiiiiiiiciee e 16
6.0 CrosS-CULLING RESUILS AF@ ..eeiiieiieeeiiiie ettt sttt e vt e e e e sbre e e e eabe e e e e sabae e s enbaeesennseeesennreeas 17
7.0 Integrating Gender Across Project COMPONENTS .....c.uivieieiieeiiiiiee et eree e eee e eevee e e srae e e e 18
Annex |: Performance Management Plan Update 2012 ........coociiieiiiiiie e esieee st eee e e

Annex II: Accruals Report, July 1 through September 30, 2012 ......cccvveiiiiieiiiee e



Acronyms

COE
GPC
MOF
MOPWH
MOl
MTIT
MOT
NSC

PA

Centers of Excellence

General Personnel Council

Ministry of Finance

Ministry of Public Works and Housing

Ministry of Interior

Ministry of Telecommunications and Information Technology
Ministry of Transportation

National Steering Committee

Palestinian Authority



Executive Summary

USAID launched the $20 million, 3-year, Palestinian Authority Capacity Enhancement (PACE) project
in September 2008 to support Prime Minister Dr. Salam Fayyad’s drive to build responsive and
effective government institutions. The project’s goal is to improve the quality of services provided by
select government institutions to citizens through facility renovations and IT upgrades, while
building the administrative and management capacity of these same institutions through capacity
building and implementation of the Centers of Excellence effective governance and reform program.
By year three, the project resulted in a 14% increases in citizen satisfaction at targeted locations and
supported more than 60 reforms within partner ministries, in addition to other achievements.

In its third year, the project received a costed-extension of
$9.2 million to March 31, 2013. The project leveraged the
additional resources and time to achieve continued
increases in citizen satisfaction and further cement
institutional development and capacity building within
select Palestinian Authority (PA) institutions. The project
continued working with the core five ministries — Ministry of
Finance (MOF), Ministry of Transportation (MOT), Ministry

of Public Works and Housing (MOPWH), Ministry of Computer labs, like the one pictured above in
Tulkarem, were installed in 7 additional

Telecommunications and Information Technology (MTIT), and ) o
locations to allow for driver’s licenses e-

Ministry of Interior (MOI) Civil Affairs Directorate—and, with  testing. With the computers, testing can occur

the approval of USAID, also launched limited activities with more often, with immediate results, reduced

the General Personnel Council (GPC). time commitments from employees, and
fewer opportunities for corruption.

The project’s achievements this year include 21.4% increase

in citizen satisfaction at targeted locations across four ministries providing direct services to citizens,
the launch of 17 new reform initiatives and the identification of 100 more, and the reopening of 2
renovated and refurbished citizen service centers with work started at another 12 sites. This year
also saw the full adoption of the Centers of Excellence program by the PA and its rollout at a new
institution. The project anticipates additional increases in citizen satisfaction and improvements in
government services in the coming months because of these and other ongoing activities.

Other activities supported by the project this year include:

e procurement training to promote better management of public resources and reduce
opportunities for corruption at the Ministry of Public Works and Housing;

o development of a business plan for Palestine Post that offers a guide to financial
sustainability;

e establishment of a Complaints Unit at the MOI Civil Affairs directorate to provide a venue for
citizens with grievances and issues;

e implementation of quality management systems at partner institutions to reduce
inefficiencies and waste and increase citizen satisfaction and consistency in service delivery;

e and renovations and IT upgrades at multiple Licensing Bureaus, in addition to other facility
improvements, across the West Bank to allow for fully automated driver’s license testing.
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1.0 Quarterly and Annual Highlights

The project implemented the majority of an 18-month work plan (September 2011-March 2012)
during this reporting period. While some delays were experienced during the first quarters of the
year due to funding challenges, the project accelerated implementation during the second half of
the year and reached important milestones. The momentum gained will allow for the complete
execution of the 18-month work plan by the end of the project. This report includes quarterly and
annual achievements, a year-end PMP summary, and a summary of financial performance.

PA Employees Lead Effective Governance
Ky The Centers of Excellence (COE) program continued to receive

;:-:_‘ PA buy-in and support as a tool for achieving institutional
prEsS development based on sustainability plans approved by
ministries at the end of FY2011 and under the leadership of
the National Steering Committee (NSC) for the COE program.
Ministers recommitted to governance excellence by
participating in various workshops, while team members from
earlier COE teams demonstrated their support by serving as

resources for the new teams. This deep buy-in displayed by

Centers of Excellence team leader Nael Zidan

discusses the self-assessment process and both PA leadership and mid-level civil servants, and the
proposed reforms to an audience that availability of internal resources provided further evidence of

included the Minister, Deputy Minister, and the sustainability of the program.
numerous director generals from the Ministry
of Public Works and Housing. The USAID-supported COE program is a sustainable approach

to governance reform and strengthening that six PA
institutions have adopted. In each institution, teams of 30 or more civil servants take partin an
orientation and training program on international best practices in governance with an emphasis on
citizen satisfaction. The teams then identify institutional weaknesses through comprehensive
assessments that involve all rank-and-file staff and design and implement reforms that address
identified gaps. The first round was completed in September 2011 and resulted in the
implementation of more than 60 reforms in five ministries.

This year, the ministries continued the COE program with limited support from the project. The
foundation established with extensive backing in the initial phase allowed for accelerated
implementation by involving previously project-trained ministry employees to support the new team
members. In about half the time, teams completed orientation and training, self-assessments, and
the development of reforms. At some partner ministries, reforms have already been approved, while
others are in the final review process by ministry leadership. In parallel, reforms from the previous
and current COE phases were implemented by ministry teams with various levels of project support.

Citizens Find Venue for Complaints

When visiting a Ministry of Interior Civil Affairs directorate office, citizens are now welcomed by a
poster introducing the newly established Complaints Unit. The poster includes the mission of the
unit to receive, analyze, and respond to citizens and the different ways to provide feedback
regarding the services provided, which include birth and death certificates, passports, and national
IDs. To date, the unit has responded to numerous complaints ranging from employee attitudes and
facility cleanliness to larger legal matters. The unit has already acted on a number of reoccurring
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complaints regarding facility cleanliness and availability of official stationary by launching a spot
check program. In addition, legal issues related to passports and national IDs have been resolved
through the unit. For example, the unit helped one resident resolve a problem related to a forged
passport.

The need for a central unit was identified during the COE self-
assessment process as a potential reform that would allow for
increased citizen satisfaction. Prior to the unit, citizens were
not able to complain about services delivered by the
directorate and only citizens with personal connections were

able to resolve larger legal issues. The directorate dedicated
office space and then designated a coordinator at each of the

24 facilities across the West Bank. The project then provided
training, IT systems, operating manuals, and marketing Abdel Nasser Al-Serafi, pictured above,
materials. Glass boxes were installed in each office for citizens oversaw the establishment of the Complaints
Unit and now serves as its head. Behind him

to drop complaint forms in. Brochures were also made ] i o
are posters that are now available in all Civil

available. Once the unit was established and operating, a Affairs offices that advertise the unit’s mission
ministry event was held and covered by local press. The and different ways for citizens to submit
ministry invited the project to the event and thanked USAID complaints.

for its continued assistance.

The establishment of the unit is one of many COE successes and demonstrates the directorate’s new
focus on citizen satisfaction as it relates to service delivery and responsiveness. Other partner
ministries have expressed interest in establishing similar units after learning of its success.

Partners Assess Project Impact

Ministries identified citizen satisfaction as a key indicator for overall ministry performance. This is
also a key project performance indicator. To build the capacity of the ministries to measure this
indicator and collect the needed data, the project implemented an innovative approach. Instead of
working through a local company or organization, partner ministries appointed teams that received
training in monitoring and evaluation (M&E) and conducted the surveying with on-the-job training
and coaching from a project expert. The activity was successfully completed this quarter and the
data was incorporated into the project’s PMP. The approach also allowed for the development of a
shared objective between the project and partners that is measurable, practical, and relevant. The
ministry plans to use the results for strategic and annual action planning. Thirty-one ministry
employees led the activity with additional data collection support provided by employees at
directorate offices.

The results of this year’s citizen satisfaction survey were overwhelmingly positive. The survey
measured a 21.4% increase across targeted office at four partner ministries (Transport, Finance,
Telecommunication and Information Technology, and Interior). Customer satisfaction is an
aggregate indicator composed of responses to a number of questions gauging citizen impressions of
office staff, physical location, signage and information, and other topics. Improvements at locations
that received extensive project assistance through renovations and refurbishments were also
apparent in the data. For example, at targeted MOT licensing bureaus and a post office, citizen
satisfaction was up by 40% and 30.4% respectively. MOI Civil Affairs Directorate posted more
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modest gains of 18.8%, while the MOF saw a slight drop in customer satisfaction (by 2.1%), most
likely as a result of substantially increased fees for services, increased income taxes, and increased
property taxes as a result of re-assessments.

The surveys were a significant success and participants expressed confidence in their ability to
sustain the activity and also expand ministry surveying into other areas. The activity is also very
symbolic of the project’s approach to achieve sustainable results: capacity building, leading from
behind, and on-the-job training that empowers and builds ownership among stakeholders.

The project anticipates further increases in citizen satisfaction as planned activities are implemented
in the remaining six months.

2.0 Challenges and Responses

The West Bank witnessed civil unrest during this reporting period due to cost of living increases and
the ongoing PA financial crisis that resulted in protests and some strikes by private- and public-
sector workers. In addition, a cabinet reshuffle brought new faces into leadership posts at four of
five partner ministries. While these are all real threats to implementation, the project’s “ground-up”
approach to government reform and relevant initiatives designed to respond to ministry needs
created an internal demand for continued programming, regardless of leadership changes. This buy-
in and partnership allowed the project to complete all major work and reach important milestones
during the reporting period.

In addition to challenges faced due to the local political environment, the project also grappled with
funding issues caused by a delay in receiving obligated funds during the first quarter of the fiscal
year. As a result, the project was forced to limit some activities, not start others, and implement the
first stages of a close-out plan. The plan included a phased draw down in staffing, although
immediate cuts in other direct costs like cars, moving the chief of party off the project books for a
few weeks, and other costs saving measures meant that PACE was able to retain nearly all of its key
long-term staff until near the end of December, allowing them to be immediately re-hired upon
receipt of $2.0 million of obligated funds at the end of December. This obligation allowed the project
to re-start operations in January, but with much less funds than the $9.8 million originally expected
for FY2011. The project subsequently received an additional $5.8 million in obligated funds during
April 2012. USAID’s flexibility during this difficult period was vital to ensuring a quick restart of
project activities.

The changing levels of obligation created challenges for the implementation of activities. Between
October and December 2011, PACE concentrated limited resources in completing outstanding tasks
and establishing the COE program on a more sustainable footing, in anticipation of a possible end to
project activities. While PACE hoped to start major refurbishment and other initiatives during this
period in line with the extension proposal, it could not start such activities with uncertain funding
and project end-date. In restarting project operations in January 2012, the project also had to be
cognizant of limited resources and the need to remain flexible, while focusing on areas where it
could have maximum impact. PACE focused on 24 targeted results—like procedures writing,
improvement, and institutionalization—where it could best leverage ministry resources from
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previously trained staff and cost-sharing arrangements. Training ministry teams in good governance
was also an area where PACE could leverage previously trained and motivated PA civil servants,
delivering impact with minimal resources. At the same time, PACE embarked on one major citizen
service office refurbishment, and some smaller office upgrades that offered opportunity for
significant impact with minimal resources. The project also prepared plans for both technical and
procurement assistance later in the event that additional funds did arrive

After the additional obligation arrived in late April, the project quickly ramped up activities,
significantly expanding 12 previous expected results and adding 25 new results to the work plan,
including major new technical assistance, training, procurement, and office refurbishment initiatives.
The project also launched assistance to three new partners to achieve USAID priorities—the General
Personnel Council, Higher Judicial Council (in partnership with the USAID-funded Palestinian Justice
Enhancement Program), and the Ministry of Higher Education (in partnership with the USAID-funded
Faculty Development Program). With the project’s March 2013 end-date remaining fixed, the PACE
team is implementing all of these new and expanded initiatives in just over half of the time that was
originally anticipated when the extension period was originally discussed with USAID in August and
September 2010.

Throughout, PACE continues to conserve resources and maximize assistance. Cost savings versus the
original extension period budget included consolidation of long-term positions and sharing offices
and administration and finance staff with the USAID-funded Investment Climate Improvement
project. Effective budget management has allowed PACE to maintain or increase the extension
period’s level of procurement (including citizen service center improvements) and technical
assistance delivered by short and long-term experts, despite having $2.0 million less than expected
in obligated funds. For example, total labor costs expected to be more than $1 million less than
expected during the 18 month extension period, and the cost of support staff and other direct costs
like office rent and cars is expected to be more than $300,000 less than expected. At the same time,
the funds devoted to procurements are expected to increase by approximately 4 percent over the
amount originally proposed for the extension period.

3.0 Citizen Service Facility Upgrades

The project invested considerable resources into directly improving citizen services this year,
reopening five large facilities to the public that were remodeled and fitted with modern IT
equipment and conducting small-scale renovations and light IT provisions to other smaller offices
that resulted in significant improvements in the quality of services provided. To date, 17 locations
are now operating after undergoing extensive renovations and refurbishments by the project.

The project’s approach to citizen center upgrades builds on the model of past facilities that were
widely recognized as successes by the project, partners, and citizens. Locations were strategically
selected in coordination with partners and USAID based on ministry needs and potential for impact.
The project also considered a ministry’s willingness for increased institutional development and
progress achieved within the project’s COE program to select facilities. The table below provides a
status update on each location targeted under the 2012-2013 work plan.

5|Page



Status of facility renovations and IT upgrades as of September 30, 2012

Facility Location Status
Licensing Bureau | Tulkarem | Completed (in original work plan)
Licensing Bureau | Ramallah | Renovations underway. Expected reopening date is January 2013 (added to work plan)
Six satellite | Light renovations completed and computers and servers to allow for e-driver's licensing testing to be
Licensing Bureau offices installed in October 2012 (added to work plan)
Post Office Jenin Renovations underway. Expected reopening date is January 2013 (added to work plan)
Renovation contract under review by USAID. Expected reopening date is January/February 2013 (added to
Civil Affairs Directorate | Ramallah | work plan)
Light renovation and IT upgrades to civil affairs office for Gaza residents living in the West Bank.
Civil Affairs Directorate | Ramallah | Procurement underway. Expected completion December 2012 (added to work plan)
Furniture and IT equipment installed. Expected reopening date is October 2012 pending completion of
Civil Affairs Directorate Nablus European Union construction work and scheduling (in original work plan)
Design completed and renovation request for proposal released in October 2012. Reopening scheduled for
Civil Affairs Directorate | Qalgilyah | February 2013 (added to work plan)
Light renovations completed. Furniture and IT equipment installed. Formal opening being scheduled for
Civil Affairs Directorate | Yatta, Dura | October 2012 pending ministry scheduling (in original work plan)
Public Works and
Housing Training Center | Ramallah | IT equipment and furniture provided by the project. Facility fully operational (added to work plan)
Property Tax
Department | Ramallah | Safety and security upgrade completed (added to work plan)
Property Tax Design completed and renovation request for proposal to be released in October 2012. Reopening
Department | Bethlehem | scheduled for February 2013 (added to work plan)
Higher Court of Justice Cost share with USAID's Palestinian Justice Enhancement Project. Request for proposal released and bids
(Conciliatory Court) | Ramallah | under review. Expected reopening date is January 2013 (added to work plan)
Ministry of Higher Design completed and renovation request for proposal to be issued in October 2012. Expected reopening
Education | Ramallah | date is December 2012 (added to work plan)
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4.0 Ministry and Agency Interventions

4.1 Ministry of Transportation
Result 1. Tulkarem and Ramallah Licensing Bureaus Refurbished and Equipped (expanded, May
2012)

The ministry hosted an opening ceremony on September 1%,
2012 at the USAID-renovated and refurbished Tulkarem
Licensing Bureau. The event was attended by the US Consul
General, USAID Mission Director for the West Bank and Gaza,
and the Prime Minister of the Palestinian Authority. The
officials toured the facility with local press attaches and
learned about the IT systems that now allow for electronic
driver license testing and the printing of plastic licenses.

A citizen receiving services at a Licensing In Ramallah, the project launched renovations at the new
Bureau facility renovated with support from

USAID in Tulkarem, West Bank.

licensing bureau. The work started after the Property Tax
Department staff relocated to a new facility. The facility will
undergo extensive work that will significantly impact the
quality of services provided by the facility to residents of the Ramallah and El Bireh governorates.
The facility is the largest in the West Bank and will house the central car and drive licensing data
center, including equipment procured for the ministry earlier in the life of the project. The facility’s
expected reopening date is January 2013.

The project’s work at previously renovated facilities resulted in significant improvements in citizen
satisfaction. This year, the ministry recorded a 40 percent increase in overall customer satisfaction
from the 2009 baseline at targeted sites.

Result 2. Driver’s License Written Tests Automated Across West Bank (added May 2012)

In previous years, the project conducted renovations and refurbishments at Licensing Bureaus in
major West Bank cities. As part of the extensive renovations, computer labs were established and IT
equipment was installed, which resulted in automated driver’s license testing at these facilities. As
noted above, the Licensing Bureau in Tulkarem reopened with a computer testing lab this year and
the facility in Ramallah is currently under renovation. Also this year, the project completed light
renovations to bring automated testing to six more locations. The project also procured the IT
systems needed to allow for the automated testing. The equipment will be installed in October 2012.

The project’s efforts to rollout automated driver’s license testing in the West Bank has led to
increases in citizen satisfaction at targeted locations since the start of the project. Automated testing
is a factor in this increase because it allows for on-demand testing and immediate results, whereas
the previous written system only allowed for periodic testing and citizens were forced to wait days
for results. The project anticipates additional increases in citizen satisfaction with the overall
performance of the Licensing Bureau once the system is installed at the remaining sites in October
2012.
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Result 3. Second Cycle of COE Completed and Selected Transformation Initiatives Implemented
(expanded May 2012)

The MOT COE team reached a significant milestone N

in the effective governance program. After Reforms include the development of

receiving training from the project and previous . . .
8 & proJ P a complaints unit, establishment of
COE team members, the team completed the self-

a knowledge management unit, and
assessment. The team then analyzed the self- g g ’

assessment results and identified and prioritized 8 budgeting training for director

generals.

\ >

to launching a second round of reforms by the end of the project, with ministry leadership sustaining

reforms that will strengthen the institutional

capacity of the ministry. The COE team is on track

the COE initiative. In addition, some of the reforms identified by the COE team are already under
implementation with support from the project, such as the citizen satisfaction surveying.

Result 4. Ministry Communication with Key Stakeholders and Citizens Expanded (added, August
2012)

This result is underway. See cross-cutting.

Result 5. Services Improved through Streamlining of Procedures and Service Guides (added,
August 2012)

This intervention was added following leadership changes in the ministry. The project started work
on car and driver licensing procedures previously, but leadership buy-in was not available to
continue the effort. Documenting and streamlining procedures is key to the administrative
development of the ministry and will also result in improved service delivery. The project will launch
efforts to achieve this objective by first building the capacity of a ministry team that will oversee the
activity. By empowering a ministry team rather than implementing the intervention through project
staff or short-term technical assistance, the project is ensuring the sustainability of the intervention.
After the streamlining work, service guides for citizens will be developed. A total of 74 procedures
will be documented and streamlined by the end of the project in March 2013.

Result 6. Customer Satisfaction Measurement System Institutionalized

Ministry teams completed customer satisfaction surveys and institutionalization is underway. See
cross-cutting.

4.2 Ministry of Telecommunication and Information Technology
Result 1. Completion of a 3-year Business Plan for Palestine Post and Implementation of High-
Priority Recommendations (expanded, May 2012)

The project added this activity after receiving a request
from the ministry and discussing its potential impact with
USAID. The 3-year business plan builds on previous
activities and achievements by the project to modernize
Palestine Post. The project completed the development of
the plan, and it is currently under review by the ministry. To
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develop the plan, extensive business research was conducted to identify recommendations that
would lead to a financially sustainable institution through increased sales. A legal analysis was also
conducted to ensure the recommendations were legal and feasible. The recommendations, if
implemented, would result in a revenue generating institution in 5 years.

Result 2. 12 New Internal Procedures Manuals Completed and Introduced

The project was able to complete a majority of work under this result and is expected to complete
the remaining related activities by the end of the project. As with other similar activities around
operating procedure manuals, the project built the capacity of a ministry team to conduct a majority
of the work and provided coaching and oversight support. The team submitted manuals for seven
departments to ministry leadership for approval. An additional five manuals are in final review and
will be submitted to ministry leadership for approval in October 2012.

The operating procedure manuals are vital to the administrative development of the ministry. The
adoption of the manuals will clarify processes of administrative affairs and ensure follow up; provide
staff with a better understanding of their roles and responsibilities; simplify specific services related
to the ministry and clarify requirements to citizens or companies; and strengthen the ability of the
ministry to train employees. The manuals also establish the groundwork for eventual automation
and e-government solutions.

Result 3. Second Cycle of COE Completed and Selected Transformation Initiatives Implemented
(expanded, May 2012)

f N Momentum from the first MTIT COE phases allowed
for significant progress during this reporting period.
Reforms include establishment of The new team of 25 employees underwent extensive
regular ministry meetings, capacity building, which was led by former COE
development of a training system, participants with guidance and support from the
and the publication of a periodic project. The team then completed the self-assessment
financial report. by surveying employees using questionnaires and
\. o~ conducting interviews. The self-assessment results

were then used to identify and prioritize interventions. Throughout the process, the project
provided support and coaching to ensure the process moved forward. A total of 15 reforms were
identified for implementation in the coming months and others are underway already.

Result 4. Jenin Post Office Refurbished and Equipped (added, May 2012)

The project aimed to launch renovation of the Jenin post office this quarter, but slights delays
resulted from the need to conduct a structural analysis of the facility. The project reviewed the
analysis and work will begin in October 2012. The facility is anticipated to reopen to the public in
January 2013. The renovations will transform the post office into a modernized facility that will
greatly improve customer experience and will allow for expanded partnerships with the private
sector.

Result 5. Long-Run Incremental Cost (LRIC) Models for Fixed and Mobile Phone Operators
Developed (added, August 2012)
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Long-run incremental cost models are vital to the promotion of private sector competition in the
telecommunications sector and are used in the European Union and other countries. Cost modeling
allows a regulatory authority, the MTIT in this case, the tools needed to balance the interests of
companies and consumers. The development of the cost models was requested by the minister and
approved by USAID. The project immediately released a request for proposals to solicit the expertise
of an international firm and selected a European firm. While identifying a US firm was preferred, the
project selected the European firm because their proposal provided the best value to the
government, as US firms do not have much experience with the cost modeling since it is not used in
the US. Once the nationality waiver is received from USAID, the project will immediately begin
implementation of the related activities.

Result 6. Limited Equipment to Improve Service Efficiency Provided (added, August 2012)

The project received approval from PalPost and USAID for a list of equipment that will improve the
quality of services provided by multiple post offices and procurement is underway. Equipment
includes a limited number of computers to increase counter automation in Qalqilya, Eizariyah, and
Salfit Post Offices; bar coding machines; improved signage in Nablus and Bethlehem; a cover for a
special needs elevator in the Nablus post office (previously provided through PACE); fiber glass
storage boxes for three existing cars; and some other small items.

Result 7. Ministry Communication with Key Stakeholders and Citizens Expanded (added, August
2012)

This result is underway. See cross-cutting.
Result 8. Institutionalization of Customer Satisfaction Measurement System Institutionalized

Ministry teams completed customer satisfaction surveys and institutionalization is underway. See
cross-cutting.

4.3 Ministry of Interior, Civil Affairs Directorate
Result 1. New Civil Affairs Office in Nablus Opened with Required IT Equipment and Furniture
(expanded, August 2012)

This result compliments a larger European Union effort to renovate a large government complex in
Nablus. The project’s support focused solely on the civil affairs directorate’s citizen service center in
the complex and consists of IT equipment and furniture. The project provided the requested
equipment as scheduled and GIZ provided rolling cabinets for file archiving (which PACE originally
contemplated purchasing). The facility is scheduled to reopen in October 2012, pending completion
of the complex and ministry scheduling.

Result 2. Two MOI Civil Affairs Offices Refurbished and Equipped (added, May 2012)

The project targeted the Ramallah and Qalqilyah civil affairs directorate office for renovations and
refurbishments during this work plan period. Each facility will undergo extensive renovations that
will result in significant improvements in citizen satisfaction as witnessed at sites previously
renovated by the project. The project released a request for proposal for the Ramallah facility and is
currently reviewing bids from prospective offerors. Renovations will start pending USAID’s consent
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to subcontract. The project also completed the design of the Qalgilyah office and released a request
for proposal. The Ramallah and Qalgilyah facilities are expected to reopen in January and February
2013, respectively.

Result 3. Smaller Civil Affairs Offices Upgraded and other Minor Refurbishments Completed
(expanded, May 2012)

This result builds on the success of the project’s light renovation and IT support to satellite facilities
around Nablus. In Yatta and Dura, the project is provided IT equipment that expanded the types of
services provided and also improved the quality of services. The light renovations were completed
and the equipment was installed during this reporting period. Opening ceremonies are currently
being planned by the ministry.

Result 4. MOI Citizen Feedback and Complaints System Launched

The Civil Affairs directorate now has a fully functioning and responsive Complaints Unit established
with support from the project. The unit has already responded to dozens of citizen complaints
regarding facility cleanliness, employees, or larger legal matters.

The need for a citizen feedback and complaints system was identified during the first COE cycle. The
civil affairs directorate and project both agreed that the best approach was the creation of a unit
based in the Ramallah headquarters and the appointment of coordinators in each directorate facility
in the West Bank. Once the directorate established the unit and appointed coordinators, the project
provided capacity building support, including coaching and operating procedure manual
development. The project then helped design and print marketing materials for the unit that were
made available at the different facilities and installed glass complaint boxes.

Result 5. Customer Service Improved and Equipment to Speed Printing of Passports Delivered
(added, May 2012)

The project and directorate identified the number of passport printers needed to allow for increased
printing capacity and improved service delivery at all citizen service centers. The procurement of the
printers is currently underway by the project. The printers will be installed by the end of December
2012.

Result 6. Second Cycle of COE Completed and Selected Transformation Initiatives Implemented
(expanded, May 2012)

Like other partners, the directorate COE team met a ~ N
significant milestone with the identification and

prioritization of 20 reforms. The project will work Reforms include promoting ministry
with the COE team and leverage ministry reforms to website as citizen resource,
implement the reforms in the next quarter. The development of yearly work plan,
reforms are the direct result of the self-assessment and capacity building for financial
process implemented earlier in the year by the department.

team. The project built the capacity of the 25-person . v
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team to conduct the self-assessment through training that relied heavily on directorate employees
that participated in COE previously. The project then provided coaching and on-the-job support to
the team to analyze the data collected and select reforms that are achievable and relevant.

Result 7. Ministry Communication with Key Stakeholders and Citizens Expanded (added, August
2012)

This result is underway. See cross-cutting.

Result 8. System for Internal Audit, Modifications, and Corrective and Preventive Actions Related
to Procedures Institutionalized

Activities underway. See cross-cutting.
Result 9. Customer Satisfaction Measurement System Institutionalized

Ministry teams completed customer satisfaction surveys and institutionalization is underway. See
cross-cutting.

4.4 Ministry of Public Works and Housing
Result 1. Job Descriptions for Key Departments Completed and Operating Procedures for Four
Departments Streamlined (expanded, May 2012)

A ministry team worked on the development of operating procedure manuals for four departments.
The manuals were completed and are currently under review by the deputy minister. The project
anticipates full implementation of the manuals in the next quarter. The manuals cover the building,
roads, supervision, and tendering/procurement departments and will significantly strengthen the
administrative and management capacity of the ministry.

Using skills gained at a project training, ministry employees are currently developing job descriptions
for key positions. The project provides on-demand coaching and support to the team and expects
the descriptions to be completed next quarter and adopted soon thereafter. The job descriptions are
important to increasing employee performance by providing clear roles and responsibilities. Job
descriptions also allow for performance reviews, transparent incentive programs, and improved
hiring.

Result 2. Second Cycle of COE Completed and Selected Transformation Initiatives Implemented
(expanded, May 2012)

7~ ™\ The MOPWH COE team completed the self-assessment

) . and identified and prioritized reforms that were then
Reforms include expansion of road .

) s devel d approved by the Minister at an event covered by local
repair units, development of roa press. The team introduced the reforms during a

and building standards, and workshop attended by more than 50 employees,

implementation of risk including most director generals, and is currently

management system. developing implementation plans with support from
\ ~ the project and the previous COE team. Some of the
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reforms identified are already underway with support from the project, such as capacity building to
the training department. The project anticipates implementation of the 26 reforms in the next
quarter.

Result 3. Archiving System and Procurement Capacity Strengthened (added May 2012, modified
August 2012)

The project developed a plan to launch a pilot electronic document management system within the
ministry that will start within the minister’s office and support approval requests. In addition, the
project is installing rolling cabinets for the procurement department to assist physical file archiving
and management that is vital to ensure efficient audits of government purchases.

The project also started procurement training for the ministry using a local international expert with
extensive knowledge of PA rules and regulations. The procurement training is especially important
during these difficult financial times for the PA to ensure funds are used properly and efficiently. The
training will continue next quarter and end with a training-of-trainers program to ensure
sustainability and expansion. The ministry overseas all significant procurements for the PA and also
assists in smaller procurements conducted by other ministries.

Result 4. Training Facilities Improved (added, May 2012)

The ministry conducts training for employees that cover a number of topics. To ensure quality
training, the project provided material support to the training center that consisted of furniture,
computers, and a projector and screen. The facility is now fully operational and in use by the
ministry. An official opening ceremony is scheduled for October. The facility will provide cost savings
to the PA by allowing for in-house capacity rather than renting the facilities of training halls. This
assistance will be followed by capacity building support to training department personnel.

Result 5. Ministry Communication with Key Stakeholders and Citizens Expanded (added, August
2012)

This result is underway. See cross-cutting.
Result 6. Presentation Capabilities and Skills in Branch Offices Strengthened (added, August 2012)

This result was designed to improve communication between branch offices and the headquarters
based in Ramallah. The intervention was designed and trainer and trainees selected. The training is
currently scheduled to start on October 21, 2012. Limited equipment for presentations will be
delivered in October and November. 2012 to also support this result.

Result 7. System for Internal Audit, Modifications, and Corrective and Preventive Actions Related
to Procedures Institutionalized

The project aims to institutionalize a system to ensure procedures are followed and continuously
improved. This will ensure operating procedure manuals remain relevant and in use even after the
project ends. This result will be achieved once the four manuals at the ministry are adopted.

Result 8. Customer Satisfaction Measurement System Institutionalized
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This result was identified by the COE team. The ministry participated in training provided by the
project for this result, but did not conduct the surveying this year. With internal capacity now
available, the ministry can implement this independently.

4.5 Ministry of Finance
Result 1. Second Cycle of COE Completed and Selected Transformation Initiatives Implemented
(expanded, May 2012)

The MOF COE team excelled and identified and 7 N
prioritized 16 reforms for implementation. Capacity

building for the team was provided by the project and
previous COE members, allowing for the leveraging of

Reforms include capacity building
for training department,

internal resources. The COE team is currently Improvements to orientation

developing action plans for each reform, which will be program for new employees, and
implemented next quarter. This occurred while the use of email for communication.
project and ministry implemented reforms previously S s

identified. The project will continue to provide coaching and support to the team as needed.
Result 2. Two New Internal Procedures Manuals Completed and Introduced

The project assisted in the development of manuals for the public supply and administrative and
finance departments. The public supply manual is currently under review by the project, while the
administrative manual was completed and is currently in use by ministry employees. The completed
manual includes 24 procedures. Once completed and adopted, the public supply manual will greatly
improve small purchases across the PA that occur from the public supply department. The project
expects this second manual to be approved by ministry leadership next quarter.

Result 3. Bethlehem Property Tax Office Refurbished and Equipped (added, May 2012)

The project targeted the Bethlehem Property Tax office this year for renovation and refurbishment.
A renovation request for proposal will be released in October 2012 and the project is currently
reviewing bids from offerors. The intervention will follow work completed at other tax offices across
the West Bank. The office is slated to reopen to the public in January or February 2013.

Result 4. Improve Safety and Other Infrastructure at New Property Tax Office in Ramallah (added,
August 2012)

This intervention was completed and the facility is currently serving citizens of Ramallah. The
projects assistance included a security system, fire alarm, signage, and some light renovation work.
This result as necessary to facilitate renovation of the new Ramallah licensing bureau, which
previously housed the property tax department office.

Result 5. System for Internal Audit, Modifications, and Corrective and Preventive Actions Related
to Procedures Institutionalized

This intervention is meant to compliment operating procedure manual development and ensure
continued improvement and streamlining after the project ends. The project conducted a workshop
for the ministry to discuss these important concepts and develop ideas to ensure the sustainability
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and relevance of the manuals. The team is currently developing a plan to establish a monitoring and
reviewing team.

Result 6. Institutionalization of Customer Satisfaction Measurement System

Ministry teams completed customer satisfaction surveys and institutionalization is underway. See
cross-cutting.

4.6 General Personnel Council
Result 1. New Human Resources Policies and Procedures Adapted and Adopted by the GPC on a
National Scale (added, May 2012)

This project is currently implementing activities to achieve improved human resource management
across the PA by working with GPC. Improved forecasting, relevant and transparent incentive
systems, and standard orientation and training programs will greatly improve the productivity of civil
servants. These activities were identified during the COE process by all partner ministries. The
project is expected to complete these activities in the next quarter.

Result 2. First Cycle of COE Completed

~ =, COE was launched within the GPC this year and
significant progress was achieved. The COE team

Reforms include development of a underwent extensive training provided by the project

training plan, preparation of a risk and then conducted their first self-assessment. The
management strategy, and creation | results of the self-assessment were used to identify
of an M&E system. and prioritize reforms that will be implemented in the

next quarter. Fifteen reforms were identified this year.

. + The GPC has proven to be an enthusiastic partner and
the project is confident in the successful adoption of COE as an institutional development tool by the
council.

Result 3. Procedures for Six GBC Directorates Documented and Streamlined (added, May 2012)

The project is working with an internal GPC team to document procedures for six directorates. The
project provided training and is now offering ongoing coaching and support as the team finalizes the
procedures. The project expects procedures to be completed by next quarter. Once developed, the
project will work with the council to rollout the new procedures.

Result 4. GPC Communication with Key Stakeholders and Citizens Expanded (added, August 2012)

This result is underway. See cross-cutting.

4.7 Higher Judicial Council
Result 1. Ramallah Conciliation Court Refurbished and Equipped (added, May 2012)

The project released a renovation request for proposal for this facility in coordination with USAID’s
Palestinian Justice Enhancement Program (PJEP), which is procuring furniture, IT equipment, and air
conditioning units. The project will request consent to subcontract from USAID in October 2012 and
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renovation work will start in November 2012. The project anticipates a reopening of the facility in
February 2013.

4.8 Ministry of Higher Education

At the request of USAID and in discussions with the USAID-funded Palestinian Faculty Development
Program (PFDP), PACE will engage the Ministry of Higher Education (MOHE) in the first two quarters
of FY2013. This assistance is designed to help launch the new ministry through strategic planning
and improved governance of accreditation, as well as to improve ministry services and capacity
through limited procurement and refurbishment. All activities were discussed, designed, and
proposed to USAID, and will launch during October 2012.

5.0 Medium-term Capacity Building: Centers of Excellence
Result 1. Strategic Plan for the NSC Developed and Implemented Bylaws Passed by the Council of
Ministers

The National Steering Committee (NSC) is a newly f \

formed intra-PA mechanism tasked with promoting The strategic objectives of the NSC are

COE as a tool for change management. The NSC is expand the culture of excellence

also responsible for providing support to COE teams. through all PA institutions, contribute

The NSC developed a strategic plan with support from to enhancing public sector institutions,

the project that aims to involve all PA institutions in and assess progress of the COE

COE. The strategic plan opens with an endorsement program and contribute to its

from the Prime Minister, introduces the COE
development.

framework and provides a brief history, then details
strategic objectives. \ )

The plan includes a vision to achieve excellence in service delivery, effective governance, and
sustained institution building. The mission of the committee is to achieve good governance at the
same level as advanced countries. The strategic objectives aim to achieve the mission and vision and
include activities and milestones. The project will assist the NSC implement a number of activities
when possible.

Result 2. Communication with Citizens and Stakeholders about Excellence Expanded (expanded
May and August 2012)

As one of the initiatives in the strategic plan, the NSC is developing a website with content on the
COE program, both as a whole and by individual ministries. MTIT is providing technical expertise for
the initiative, and NSC members are providing editorial control. PACE is providing some of the
content, with most of the remaining content coming from NSC members and ministry COE teams.
The website is scheduled for launch in first quarter FY2013.

Due to scheduling and other issues, the expected national conference for the COE program was
postponed. PACE is currently discussing alternatives dates and plans for the conference with NSC
members and USAID.

Result 3. Training and Other Skills of COE Resource Team Members Strengthened
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PACE provided a training-of-trainers (TOT) to members of the inter-ministerial resource team for the
COE program, in partnership with the NSC. The program built the presentation skills of resource
team members, allowing them to better support the sustainability of the COE program. In parallel,
the NSC is developing a more extensive implementation plan for training. Time and resources
permitting, PACE may support additional capacity building for the resource team before the end of
the project.

Result 4. Study Tour to Learn about Sustained Excellence Programs and Awards Programs
Conducted (added August 2012)

The project is currently discussing the strategy for this activity with USAID.

6.0 Cross-cutting Results Area
Result 1. System for Internal Audit, Modifications, and Corrective and Preventive Actions Related
to Procedures Developed and Institutionalized

The project conducted a workshop under this result for partner ministries that identified next steps.
Activities moved forward at different paces in each participating ministry with coaching from the
project. The project will continue to work with teams to institutionalize continuous improvement
and enforcement of operating procedure manuals in the remaining life of the project. This cross-
cutting result is key to the sustainability of the manuals and will ensure they remain relevant to the
ministries and are updated accordingly. The result is possible due to the project’s extensive
investment in building partner capacity to engage in process engineering and re-engineering.

Result 2. Customer Satisfaction Measurement Systems Institutionalized

This intervention was identified by the previous COE teams as a means to collecting important
information for ministry strategic planning. The project provided M&E capacity building that
included SPSS training and coaching and on-the-job training as teams from four ministries conducted
their surveys of citizens. The teams completed collecting, inputting, and analyzing data during this
reporting period and the data was used by the project to report on the customer satisfaction PMP
indicator.

By building survey skills of employees, ministry are now able to continue these efforts in the future
with no or minimal outside support, and the results can be used to guide service improvement in the
future. Expanding on PACE’s original customer satisfaction surveys, ministry teams are collecting
data from all offices, rather than just targeted offices, providing a much more extensive look at
citizen experiences and impressions of government services. Initial results of the customer
satisfaction surveys can be found in the performance monitoring annex of this report.

The project will continue to provide support to ministry teams to ensure the measurement system is
institutionalized and sustainable.

Result 3. Ministry Communication with Key Stakeholders and Citizens Expanded (added, August
2012)
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This intervention was added following a request from ministrys and with the approval of USAID
towards the end of this reporting period. The activity will result in the development of a short video
that will be aired at ministry facilities. The video will detail the ministry’s mission, vision, and
achievements improving citizen services. The video will also highlight USAID’s support to the
ministry. PACE will also produce a video on the project’s overall achievements across all ministries.

To date, a request for proposals was drafted and is currently under review. The project anticipates
completion of this intervention in the coming months by local experts.

7.0 Integrating Gender Across Project Components
Result 1. Assessment and Recommendations on Gender Equality in the Provision of Key Services
Completed (added May 2012, modified August 2012)

The project released a request for proposals to identify a local organization to implement the
activities to support this result. The project will select an organization in October 2012 and
implementation will immediately begin after vetting is received from USAID.

Result 2. Gender Assessment and Mainstreaming Plan Developed in One to Two Pilot Ministries
(added May 2012, modified August 2012)

The project released a request for proposals to identify a local organization to implement the
activities to support this result. The project will select an organization in October 2012 and
implementation will immediately begin after vetting is received from USAID.
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Annex I: Performance Management Plan Update 2012

The project implemented an updated performance management plan (PMP) for the fourth year of
the project. The PMP was updated following the extension of the project with additional targets and
revised indicators where appropriate. Project technical staff served as the primary collectors of data
this year with quality control, coordination, and overall oversight conducted by the project M&E
specialist with support from the chief of party. The revised PMP was submitted on September 2012.
The actuals for each indicator are as of September 30", 2012.

The M&E specialist maintains all backup documents for each indi